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Abstract 
A large and growing body of literature has investigated job satisfaction among hotel 
employees. However, far too little attention has been paid to the level of job 
satisfaction among hotel employees in the kingdom of Saudi Arabia. This research 
obtained data which may help to address this research gap. The research therefore 
explored and provided a review of the literature on job satisfaction, motivational 
factors, and engagement among hotel employees. Specifically, the research 
investigated the motivational factors, level of job satisfaction and engagement among 
hotel employees in Riyadh. The research employed a quantitative approach in the 
form of a survey, with data being gathered via self-administrated questionnaire. The 
research used a convenience sample of 237 participants working at six different 
hotels in Riyadh; including five- and four- star rating. The research found that the 
most important three motivational factors were ‘good wages,’ ‘job security,’ and 
‘opportunities for advancement and development.’ Overall the results demonstrated 
that hotel employees had high levels of job satisfaction and engagement. The 
research demonstrated that demographic characteristics such as gender, age, and 
nationality had an impact on hotel employees’ motivation, satisfaction, and 
engagement, requiring attention from hotel managers in Saudi Arabia in order to 
cultivate a highly motivated and engaged team.   Exploring the drivers of hotel 
employee motivation, satisfaction and engagement, this research contributes to this 
critical area of research in a different context. The research offers some important 
insights for hotel managers in Riyadh. 
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1. CHAPTER ONE: INTRODUCTION 
1.1. Introduction 
This chapter provides the purpose and objective of this thesis. The first part provides 
a background of the topic, and the second part discusses the thesis importance. The 
third section provides the thesis problem. Thesis objectives are identified in the fifth 
section, and the following section provides the thesis questions. The last section 
discusses the thesis content. 
1.2. Background of the topic 
The topics of employee motivation, satisfaction and engagement play central role in 
the field of hotel management both practically and theoretically (Costen & Salazar, 
2011; DiPietro, Kline & Nierop, 2014; Khalilzadeh, Giacomo, Jafari & Hamid, 
2013). This is because of a simple fact that employees are a fundamental component 
of service delivery (Zeithaml, Berry & Parasuraman, 1988). Although physical 
environment, systems and processes are also among the critical components of the 
service delivery, their utility depends on the energies and capabilities of human 
resources. Hotel industry is a labor intensive industry, in that most services cannot be 
provided without the presence of the human resources (Hazra, Sengupta & Ghosh, 
2014). It is the human element that deliver services. In the delivery of these services, 
a motivated, satisfied and engaged human resources is a primary concern in the hotel 
industry. Therefore, measuring employees' job satisfaction and identifying their 
engagement are very important, as customer dissatisfaction or satisfaction, with the 
services provided, may be influenced by employees' dissatisfaction or satisfaction 
(Defranco & Schmidgall, 2000). It, therefore, is important to emphasize that as a 
labor intensive industry, human resources clearly plays an important role in the 
delivery and maintenance of excellent service. 
1.3. Statement of the problem 
Hotel industry is a subset of travel and tourism industry. Travel and tourism in the 
Kingdom of Saudi Arabia was responsible for 603,000 jobs and contributed 2.4% of 
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the gross domestic product “GDP” in 2014. In 2015, travel and tourism was 
responsible for 942,000 jobs and contributed 6.2% of GDP. (WTTC, 2015). The 
government’s loosening regulation of tourist visas, and investment in key 
infrastructure have attracted investors and international hotel companies. Riyadh, the 
capital of Saudi Arabia, is the largest city and a prime destination for business 
tourism. It features 4- and 5-star hotels that cater to global business travelers who 
have high expectations of service quality. 
 
Foreign workers dominate the labor market in the Saudi tourism industry. Even with 
new labor policies of Saudization, the percentage of Saudi nationals working in 
tourism is still low. The culturally diverse labor force in the Saudi Arabia’s hotels 
makes it even more difficult to motivate and satisfy employees. With rising interest 
from international hotel chains entering Saudi Arabia’s hotel market, this paper will 
provide insight to the factors that motivate, satisfy and engage hotel employees in 
Saudi Arabia. 
1.4. Purpose of the study 
No previous research has investigated the job satisfaction of hotels' employees in 
Riyadh, the Kingdom of Saudi Arabia. This study may help hotel managers to be 
conscious of their employees' job satisfaction and engagement level and what 
motivates them in their jobs. This research contributes to the past research by 
extending it to a new context. The purposes of this study were: 
1. To explore and provide a review of the literature on job satisfaction, 
engagement and motivational factors among hotel employees. 
2. To investigate the drivers of motivation, satisfaction and engagement 
among hotel employees in Riyadh. 
3. To provide suggestions and recommendations to hotel managers in 
Riyadh in improving their employees' satisfaction level. 
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1.5. Research questions 
Based on these considerations this research investigates job satisfaction levels among 
hotel employees in Riyadh. The following questions guides the research: 
1. What are the motivational factors that are most important to hotel 
employees in Riyadh? 
2. What are the differences between demographic groups related to 
motivational factors in the Riyadh hotel industry? 
3. What is the satisfaction level of lodging employees in Riyadh related to 
various job components? 
4. What are the differences between demographic groups related to 
satisfaction levels with various job components in the Riyadh hotel 
industry? 
5. What is the engagement level of lodging employees in Riyadh related to 
various personal and organizational components? 
6. What are the differences between demographic groups related to 
engagement levels of lodging employees in Riyadh with various personal 
and organizational components? 
1.6.  Significance of the study 
The findings of this study will increase the understanding of the diverse labor force 
in the Kingdom of Saudi Arabia, and provide resources for top management to better 
manage their human capital. This research will also provide practical implications to 
hotel managers to develop better policies and practices and increase employee 
satisfaction, morale, resulting in excellent customer service and strong customer 
loyalty. Furthermore, this research generates benefits to the academic field, since the 
hospitality industry is new in the Kingdom of Saudi Arabia and there is a lack of 
such research. 
1.7. Overview of the thesis 
This thesis involves five chapters. The first chapter introduces a brief background on 
the topic, the importance of research, the research problem, the research objectives, 
and the research questions. Chapter two is a review of the previous research about 
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employee motivation, satisfaction and engagement. The third chapter addresses 
research design, study setting, data collection process, instruments, participants, and 
data analysis. Results and discussion are described in the fourth chapter. The fifth 
chapter is the conclusion, limitations of the research, and future research 
recommendations. 
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2. CHAPTER TWO: LITERATURE REVIEW 
2.1. Introduction 
This chapter reviews the existing literature concerning job motivational factors for 
hotel employees, satisfaction, Herzberg’s two factors theory, and employee 
engagement. The first part discusses motivation definition, importance of motivation, 
motivational factors (intrinsic and extrinsic factors), and motivational factors for 
employees in the hospitality and tourism industry. The second part reviews job 
satisfaction definition, antecedents of job satisfaction, consequences of job 
satisfaction, and job satisfaction studies focusing on Saudi Arabian hotel employees 
and employees. Herzberg’s two factors theory is explored in the third part. The last 
part reviews employee engagement definition, benefits of employee engagement, and 
studies regarding Saudi Arabian employee engagement. 
2.2. Employee motivation 
2.2.1. Definitions of motivation 
The concept of motivation was defined by diverse authors in different ways. For 
instance, Robbins and Judge (2007, p.186) have defined it as “the processes that 
account for an individual’s intensity, direction, and persistence of effort towards 
attaining a goal”. Furthermore, according to Cole (2002), motivation is very 
important driver to enhance the efforts for the employees. Also, Stoke (1999) 
mentioned that motivation is a human psychological distinctive that contributes to 
increase the person’s level of promise. Consequently, as can be understood from 
these definitions is that motivation is a procedure of satisfying individuals’ different 
expectations and needs; accordingly, managers should analyze and be aware of those 
unique, employee needs. 
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2.2.2. Importance of motivation 
According to Simons and Enz (1995), motivation is a significant factor that 
influences job satisfaction among workers. It is of utmost importance for 
corporations to apply employee motivation within their organizations in order to 
improve the performance of the employees and reduce turnover rates (Carter, 1997; 
Honore, 2009). Data from several sources have identified the motivation importance 
in terms of both the organization and the individual (Ganta, 2014; Latham & Pinder, 
2005). For instance, in terms of organization, motivation leads to challenging attitude 
and optimistic at work, motivated employees lead to make the team empowered and 
the more is the individual employee and team work contribution, more successful 
and profitable is the organization. On the other hand, in terms of individuals, 
motivation helps to reach personal objectives, it leads to job satisfaction and it 
assistances the individuals in self-development. If the employer offers job conditions 
and a work environment that fulfills employee members’ needs, both improving 
motivation and cultivating employee morale can be fulfilled more effectively and 
easily (Siu, Tsang, & Wong, 1997). 
2.2.3. Motivational factors 
Based on expectancy theory, there are two types of motivational factors: intrinsic and 
extrinsic rewards. Intrinsic motivators are obtained through task performance, while 
extrinsic motivators are external factors such as a cash bonus incentive (Herzberg, 
Mausner & Snyderman, 1959). Some of the motivational or human needs that 
influence people are social, biological, physiological, ego, spiritual, cognitive, safety, 
and self-actualization (Honore, 2009; Maslow, 1943). 
Examples of the intrinsic and extrinsic motivational factors are listed as below 
(Richard & Deci, 2000): 
Intrinsic factors include 
• full appreciation of work done; 
• feeling of being involved; 
• sympathetic help with personal problems; 
• interesting work; 
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• opportunities for advancement and development; 
• loyalty to employees. 
 
Extrinsic factors include 
• good working conditions; 
• tactful disciplining; 
• job security; 
• good wages. 
2.2.4. Motivational factors for employees 
Kovach (1987) studied and analyzed employee needs and motives at work. In 1946, 
the researcher surveyed managers and employees in relation to what motivated them 
at work. The methodology of the survey was for employees to rank 10 factors that 
motivated them at work. The managers had to choose the 10 factors that they 
believed motivated the group of employees that participated in the survey. Kovach 
(1987) found that managers did not know what motivated the employees they 
managed. The top-three motivational factors rated by employees were interesting 
work, appreciation of a job well done, and a feeling of being in on things. Another 
finding of the study was the fact that wages ranked as the fifth most important 
motivator. Later studies were developed based on Kovach’s 10 motivational factors 
(Breiter, Tesone, Van Leeuwen, & Rue, 2002; Charles & Marshall, 1992; Simons & 
Enz, 1995; Carter, 1997; Dipietro, Kline, & Nierop, 2014; Wiley, 1997; Kukanja, 
2013). 
A study conducted by Wiley (1997) aimed to explore employees’ motivational 
factors in their work. This study included 460 employees in different industries such 
as services, health care, insurance, retailing, government agencies, utilities, and 
manufacturing. Wiley (1997) used a survey of the 10 motivational factors in order to 
determine what motivates employees in their jobs. The study’s findings showed that 
the top-five motivational factors ranked by the employees were good wages, full 
appreciation for work well done, job security, promotion and growth in the 
organization, and interesting work. Therefore, it is understandable that the most 
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important factor for employees was good wages. However, sympathetic help with 
personal problems was ranked as a less important motivational factor (Wiley, 1997). 
Wiley (1997) compared his study’s findings with previous research findings, which 
were conducted in 1946, 1980, and 1986 and which were designed to examine the 
same 10 motivational factors. In 1946, the most important factor ranked by 
manufacturing employees was appreciation for well-done work (Kovach, 1987), 
while, in the 1980 and 1986 researches, manufacturing employees ranked the 
interesting work as the top concern (Dawson & Dawson, 1991; Kovach, 1987). 
In Jamaica, a larger study was performed by Carter (1997), which determined that 
employees in Jamaica were motivated by the same things as employees from other 
parts of the developed world. These motivational factors included being recognized, 
being in on things, and personal growth. This study was modified in relation to 
Kovach’s motivational factors. However, s managers ranked wages, job security, and 
work conditions as the most important motivators to their employees. These 
motivators differ from what employees ranked as most important, indicating that 
Jamaica’s managers did not know what motivated their workers. Not knowing what 
motivates their employees makes it difficult for Jamaica’s managers to effectively 
motivate the workers, as noted by Delgleish (2008). Knowing information about 
employee motivators can help managers influence human resource policies that can 
enhance the work experience and keep the employees more motivated during work 
hours. 
Siu et al. (1997) examined Hong Kong’s hotel employees’ motivational work factors 
by using Kovach’s survey because, as they noted, it is not only one of the most 
known extensively surveys, but also it was used by many researchers in order to 
explore the fundamental motivation of employees working in a diversity of 
industries. Participants of 1245 employees representing 64 hotels were asked to rank 
those 10 job motivational factors. The study’s sample included employees from nine 
different departments: public relations, food and beverage, engineering, house-
keeping, front office, security, marketing and sales, human resources, and financial 
control. 
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They reported that the top-three job motivational factors ranked by Hong Kong hotel 
employees are opportunities for advancement, loyalty to employees, and good wages. 
The findings recommended the hotel employees have a powerful anxiety for 
occupation development. Even though there were little differences, hotel employee’s 
fundamental motivations across departments are comparatively similar according to 
the survey’ findings. Therefore, managers may want to take the differences into 
consideration when creating motivational plans. They recommended that managers 
should make the endeavour in order to explore what their employees wish from their 
functions. Finally, they stated that hotels leaders should understand that their 
employees wants not only for wages, but also for respect (Siu et al., 1997). 
Charles and Marshall (1992) analyzed the motivational factors of employees in the 
Caribbean in order to determine differences between them in different locations. 
They focused on differences between motivational factors and demographic factors. 
Participants of the study were mostly female and high school graduates. The study 
demonstrated that participants were motivated by higher wages, good working 
conditions, and appreciation for a well-done job. For workers of higher age, job 
security became more important to them. People with higher education did not seem 
to care as much about the factor of “help with personal problems”. The study also 
determined that supervisors might have a positive or negative influence on 
employees; job satisfaction. A recommendation of the study was to provide 
development of human resource skills for managers in order to improve their ability 
to motivate staff. 
In the United States, Breiter et al. (2002) used Kovach’s motivational factors model 
to survey 239 hotel employees located in a southeastern city in order to analyze 
motivational factors. The response rate of the survey was 69%, which represented 
165 respondents. One of the study results was that the participants ranked the top-
three motivational factors as good wages, job security, and good working conditions. 
The study revealed that men rated the job security factor higher than women, while 
women ranked wages higher than men. Appreciation for accomplishment factors was 
considered more important for older workers than younger ones. Extrinsic 
motivational factors were considered, in general more important motivational factors 
than intrinsic. 
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A study performed by Simons and Enz (1995) in the hospitality industry had the 
objective of determining differences and similarities between industrial workers and 
hotel employees. The study also sought to learn what employees wanted most from 
work. Employees from 12 different hotels from Canada and the United States ranked 
motivational factors that had been utilized previously on a group of employees from 
the industrial sector (Kovach, 1987). Good wages was ranked highest by hotel 
employees, while job security and opportunity for advancement closely followed. 
The findings observed in this study mirror those of the previous studies that have 
examined the 10 motivational factors in employees’ jobs (Simons & Enz, 1995; 
Charles & Marshall, 1992; Siu et al., 1997). All those studies proved that the good 
wages factor was one from the most important motivational factors in employee jobs. 
Kukanja (2013) also examined the motivational factors that are most important to 
food service employees who worked in the municipality of Piran, Slovenia. The 
sample of this study was 191 employees who worked as waiters in catering facilities: 
for example, coffee shops, bars and restaurants. The study reported that the most 
significant motivational factors ranked by employees were good wages, followed by 
flexible working hours and social security. Nevertheless, the training factor was low 
ranked by employees (Kukanja, 2013). 
Dipietro et al. (2014) research aimed to examine satisfaction of hotel employees in 
Aruba with a diversity of job components to assist hotel management to develop 
practices and policies in a more effective approach that could assist to satisfy 
employees with their work. The population of the study was 175 employees 
representing four lodging properties in Aruba. Those employees were from different 
departments, including maintenance, front desk, restaurant, housekeeping, office 
staff, and supervision or management. The researchers also adopted Kovach’s (1987) 
model of the 10 motivational work factors. Results of their study reported that the 
top-three motivational factors of Aruba’s lodging employees are “appreciation of a 
job well done” “good wages” and “good working conditions” (Dipietro et al., 2014). 
Hence, it is understandable that previous literature reported that job security was a 
significant factor to employees (Simons & Enz, 1995; Charles & Marshall, 1992) but 
not a case in the Aruba study due to the protective employment policy established by 
the government (Dipieetro et al., 2014).  
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A study aimed to investigate the motivation of hotel employees in the Kingdom of 
Saudi Arabia and Canada. The results reported that Saudi and Canadian employees 
agreed on the importance of motivation because it leads to a rise in productivity and 
performance. The findings showed that the most importance incentive for female and 
male Saudi employees was job promotion, while the female and male Canadian 
employees reported money as being the most important incentive (Das & Alharbi, 
2014). 
2.2.5. Motivational factors and demographic variables 
Previous literature has investigated employee motivational factors related to 
demographic groups (e.g., Dipieetro et al., 2014; Kukanja, 2013; Simons & Enz, 
1995; Wiley, 1997; Wong et al., 1999) For instance, Dipietro et al. (2014) reported 
that, in general, the younger employees ranked as having the feeling of being in on 
things as less significant. Also, the study found that younger employees were 
inclined to be less satisfied with career advancement and development they obtained 
and the job security they experienced. On the other hand, Wiley (1997) stated that 
there were no important differences between age groups in his study. Wong et al. 
(1999) mentioned that employees aged between 16 to 35 ranked opportunities for 
advancement and development to be most important, while employees aged between 
16 and 25 ranked interesting work as the most important motivational factor. 
Kukanja (2013) showed that old employees ranked social security factors as the most 
important, while younger employees were more motivated by flexible working 
hours. He concluded that the motivation of older employees requires a different 
approach than the motivation of younger employees. 
In another study by Simons and Enz (1995), younger and older employees rated 
wages as the most significant factor. However, older workers placed greater priority 
on job security and favourable working conditions. For the younger generation of 
workers, after-wages development opportunities and interesting work were their top 
motivational factors. It can be inferred from this study that managers would benefit 
by providing different motivational incentives for workers of different ages (Simons 
& Enz, 1995). 
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Dipieetro et al. (2014) mentioned that men were less motivated than women by both 
“interesting work” and “appreciation for a job well done.” Wiley (1997) stated that 
men placed more value on interesting work, while women placed more emphasis on 
appreciation for work done. Wong et al. (1999) reported that, unlike male employees, 
female employees ranked job motivational factors as most important for them, 
including feelings of being involved, interesting work, appreciation, and praise for 
work done and good working conditions. Additionally, Kukanja (2013) found that 
unlike men, women employees ranked money as the most significant motivational 
factor. 
However, in terms of marital status, Wong et al.’s (1999) study found that non-
married employees reported high preference on interesting work, feeling of being 
involved, opportunities for advancement and development, and appreciation and 
praise for work done. On the other hand, married employees were more likely to 
achieve a balance between family life and work. Consequently, the motivational 
factors were comparatively less significant to them. The findings showed that job 
security, the feeling of being involved and opportunities for advancement and 
development were the most important for high positions employees. Sales and 
marketing department employees, showed a greater ranking for interesting work, the 
feeling of being involved, help with personal problems and opportunity for 
advancement and development. It also showed that food and beverage employees 
presented a higher rating for interesting work, the feeling of being involved, and 
sympathetic help for personal problems (Wong et al., 1999). 
In terms of education, according to Wong et al. (1999), respondents with higher 
education levels perceived various job-related factors to be more important than did 
their counterparts with comparatively lower education levels. While there were no 
significant differences between their perceptions in relation to two extrinsic factors, 
namely good wages and job security; respondents with university education or above 
perceived all the other eight factors to be more important. Kukanja (2013) stated that 
experienced and educated employees valued training and career development more 
than less experienced and educated employees. The following is a comparison of 
employees rating of Kovach’s model (Ten Motivational Factors): 
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2.3. Job satisfaction 
2.3.1. Job satisfaction definition 
Locke (1969) has defined employee satisfaction as “the pleasurable emotional state 
resulting from the appraisal of one’s job as achieving or facilitating the achievement 
of one’s job values” (Locke, 1969, p. 316). Additionally, according to Spector 
(1997), “job satisfaction is simply how people feel about their jobs and different 
aspects of their jobs. It is the extent to which people like (satisfaction) or dislike 
(dissatisfaction) their jobs. As it is generally assessed, job satisfaction is an 
attitudinal variable” (p. 2). Some researchers connected job satisfaction with attitude. 
For instance, Robbins (1996) has defined job satisfaction as “a general attitude 
toward one’s job.” 
2.3.2. Antecedents of job satisfaction 
Management and co-workers support is relevant and important to achieve job 
satisfaction (Edmondson & Boyer, 2013). This is due to two primary reasons. The 
first reason being that hotel employees have stressful jobs because their job entails 
dealing with customers who have different behaviors and emotions (Karatepe, 2011; 
Kim, Murrmann, & Lee, 2009). Co-workers and managerial emotional support is 
imperative in reducing work-related stress (Beehr, King, & King, 1990). This helps 
provide employees with greater energy, devotion, and engagement in the workplace. 
The second reason is that hotel employees carry heavy workloads and perform 
multiple roles (Hayes & Ninemeier, 2007; Karatepe, Yavas, & Babakus, 2007; Kim 
Motivational Factor 
Charles & 
Marshall,  1992 
Simons and 
Enz, 1995 
Breiter et 
al., 2002 
Dipietro et 
al., 2014 
Appreciation for a job well done 3 6 6 1 
Good wages 1 1 1 2 
Good working conditions 2 4 3 3 
Job security 7 2 2 4 
Opportunity for advancement 5 3 4 5 
Interesting work 4 5 5 6 
Feeling of being in on things 6 8 9 7 
Loyalty to employees 8 7 7 8 
Tactful discipline 10 9 8 9 
Sympathetic personal help 9 10 10 10 
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et al., 2009). Also informative support and guidance from managers is important to 
help workers cope with tough job demands (Elias & Mittal, 2011). Facilitating full 
investment in work roles is a characteristic of work satisfaction and engagement. 
Within the hotel industry, the work roles of employees demand constant interaction 
with customers who have distinct demands and expectations (Karatepe et al., 2007; 
Kim et al., 2009). 
Based on Menguc, Auh, Fisher, and Haddad (2013), employees have to comply with 
requirements from the customer and employer. For instance, it is common for hotel 
guests to request an extension in their checkout times, despite the fact they are 
notified ahead of time of checkout requirements to comply with housekeeping duties 
(Raubal & Rinne, 2004). In order to comply with customer desires, these employees 
often have to make fast decisions that involve risk. Based on this work environment, 
management support in relation to autonomy, understanding in case of failure, and 
encouragement are motivational factors that allow workers to become proactive and 
motivated to perform which are traits of job satisfaction. 
Silvestro and Cross (2000) mentioned that employees’ satisfaction has a significant 
correlation with working hours. Consequently, the employees with less working 
hours have better performance than those with extra working hours. This is because 
employees with extra working hours are under the pressure, which has a negative 
effect on the work performance. Furthermore, Siu et al. (1997) suggested that 
providing sponsored education, training, and internal transfers enhances employees’ 
job satisfaction in terms of occupation development in their existing positions. 
Yang (2010) and Baker (2011) mentioned that there are some factors enhance 
employees’ job satisfaction within the workplace. For example, autonomy, 
advisership, task characteristics and training programs. By providing these important 
factors, organizations could achieve their employees’ satisfaction. In terms of 
advisership, employees would be more comfortable and confident working within the 
workplace because they would have a guidance, in case they need it, on work 
difficulties that they may face. In terms of task characteristics, each job needs an 
appropriate employee who can perform the job as it should be. For example, female 
employee who has children in home prefer to not work in the late night shifts. In 
terms of training programs, this factor play an important role in satisfying 
Abdulaziz Alqusayer, 2016, Chapter 2  15 
employees. Training programs help to develop the personal skills which lead 
employees to have more experiences. 
2.3.3. Consequences of job satisfaction 
The literature revealed a positive relationship among employee satisfaction, service 
quality, and customer satisfaction (Bernhardt, Donthu & Kennett, 2000; Chi & 
Gursoy, 2009; Harter, Schmidt, & Hayes, 2002; Koys, 2003; Tornow & Wiley, 1991; 
Wangenheim, Evanschitzky, & Wunderlich, 2007). It suggests that management 
satisfies employee to improve customer satisfaction and service quality (Yee, Yeung, 
& Cheng, 2008). As a labor-intensive industry, hospitality requires human resources 
to deliver services. Previous studies have shown that employees who feel satisfied 
with their jobs provide a high quality of service, thus resulting in higher levels of 
customer satisfaction (Chi & Gursoy, 2009; Pantouvakis, 2011; Yee et al., 2008). 
Therefore, it is understandable that there is a relationship between delivering high-
quality services and job satisfaction among employees. On the other hand, Ozturk, 
Hancer, and Im (2014) noted that employees’ dissatisfaction could reflect negatively 
on both the performance and customer service within the organization in the 
hospitality industry. This is because, as the researchers pointed out, “employees 
become part of the product in delivering services to customers” (Ozturk et al., 2014). 
Silvestro and Cross (2000) stated that ownership has a main role in terms of 
employee satisfaction. In other words, employees’ participation in terms of decision-
making enhances their importance and value in working environment, which leads to 
positive reflecting on their productivity, quality, and business performance. 
According to Yang (2010) and Baker (2011), job satisfaction leads to reduce both the 
absenteeism and turnover rates. In addition, it leads to continuance commitment and 
greater affective. 
2.3.4. Empirical studies on Saudi Arabian employees 
A study conducted in the Kingdom of Saudi Arabia aimed to observe the relationship 
between job performance and job satisfaction among hotels employees. The 
researchers used the Minnesota Satisfaction Questionnaire (MSQ), in their study, as a 
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measurement tool. The study sample were 91 participants who work for three 
different five-star hotels in Riyadh, the capital city of the Kingdom of Saudi Arabia. 
The study findings reported that there is an important positive association between 
job performance and job satisfaction. The study suggested that more attention should 
be paid from hotel management into employees’ job satisfaction to improve job 
performance (Almutairi, Moradi, Idrus, Emami, & Alanazi, 2013). 
Another study aimed to examine the relationship between job satisfaction level and 
organizational commitment among employees who work in public sector 
organizations in Yanbu City, the Kingdom of Saudi Arabia. The study’s sample 
contained 210 employees from different government offices. The findings showed 
that Saudi employees who work in public sector organizations were moderately 
satisfied with their co-workers, the nature of the work they did, and the supervision 
they received. The findings reported, on the other hand, that the employees were less 
satisfied with the promotional opportunities to grow and their salary.  Job satisfaction 
facets and organizational commitment are positively related (Azeem & Akhtar, 
2014). 
2.4. Herzberg’s two factor theory 
Frederick Herzberg investigated the factors that would satisfy and dissatisfy 
employees. He mentioned that there are two kinds of factors. For instance, hygiene 
factors and motivators’ factors. The hygiene factors dissatisfied employee. In other 
words, when they’re passable, employees would not be dissatisfied, neither would 
they be satisfied. On the other hand, motivators’ factors satisfied employees. In other 
words, Herzberg recommended highlighting factors connected with the work itself or 
to results directly derived from it. Herzberg determined these factors, for example, 
job security, working conditions, compensation, fringe benefits and company 
policies are related to the hygiene factors. However, recognition, meaningfulness of 
work, sense of achievement and opportunity for growth are related to motivators 
factors (Herzberg et al., 1959). 
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Figure 2-1 Herzberg’s two factor theory 
2.5. Employee engagement 
2.5.1. Definition 
Thomas (2009) defines the concept of engagement as “the degree to which people 
actively self-manage in their work.” In addition, engagement has been used to refer 
to a psychological state (e.g., involvement, commitment, attachment, and mood), 
performance construct (e.g., either effort or observable behavior, including 
prosaically and organizational citizenship behavior [OCB]), disposition (e.g., 
positive affect [PA]), or some combination of the above.” (Macey & Schneider, 
2008, p. 5). Saks (2006) described this concept as a “distinct and unique construct 
consisting of cognitive, emotional and behavioral components that are associated 
with the individuals’ role performance” (Saks, 2006, p. 602). Nevertheless, Ugwu, 
Onyishi, and Sanchez (2014) have suggested engagement as “a positive fulfilling 
work related state of mind which is characterized by vaguer, dedication and 
absorption and has been primarily articulated as a function of a job and also personal 
resources.” 
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2.5.2. Benefits of employee engagement 
Engagement considers the degree to which people make complete use of their 
emotional, cognitive, and physical resources in relation to their work (Kahn, 1990; 
May, Gilson, & Harter, 2004). The topic of employee engagement is aligned with 
other recent psychological approaches associated with positive psychology 
(Seligman & Csikszentmihalyi, 2000), which focus on making better use of 
individual strengths (Hatcher & Rogers, 2009; Luthans, 2002). 
Employees who are engaged in their work have higher levels of energy, enjoy their 
time at work more, and are able to establish a greater connection with their 
workplace environment (Kahn, 1990; Macey & Schneider, 2008). Engagement is not 
limited to humanistic factors because it can also provide commercial benefits. Some 
of the benefits of higher levels of employee engagement are higher earnings per 
employee, return on assets, sales growth, performance, and reduced absenteeism 
(Banks, 2006; Harter, Schmidt & Hayes, 2002; JRA, 2007; Salanova, Agut & Peieo, 
2005). Other additional benefits of employee engagement are reduced employee 
turnover, decreased cost, lower cost of goods sold, and improved quality control 
(Banks, 2006; Harter et al., 2002; JRA, 2007; Schaufeli & Bakker, 2004). Generally, 
engagement leads to inspire employees to be more effective, satisfied, and committed 
(Moura, Orgambídez-Ramos, & Gonçalves, 2014). 
2.5.3. Studies regarding Saudi Arabian employee engagement 
Moussa (2013) investigated the high turnover of Saudi employees versus non-Saudi 
employees in the information technology and health care industries. The sample of 
the study was 104 employees, and the researcher used a surveys tool. He reported 
that rewards and job characteristics were the two antecedents that had a positive 
association with employee engagement (Moussa, 2013). The results showed that 
recognition and reward induced organizational engagement while job characteristics 
induced employee engagement (Moussa, 2013). Compared with non-Saudi 
employees, Saudi employees had lower organizational and job engagement. They 
perceived the supervisors and organizational offering less support than non-Saudi 
employees. In addition, Saudi employees had lower recognition and reward, 
organizational commitment, and job satisfaction. Also, the results showed that Saudi 
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employees were more likely to leave their work. The researcher recommended that 
management should invest more resources in coaching and training supervisors in 
order to better value their employees (Moussa, 2013). 
Another study conducted by Mercer’s KSA consulting team (n.d.) in the Kingdom of 
Saudi Arabia aimed to capture employee and employer views on issues of retention, 
attraction, and development 
(http://www.mercer.com/content/dam/mercer/attachments/global/View/Workforce%
20Engagement%20in%20Saudi%20Arabia_2014.pdf). Responses were collected 
from more than 400 employees, women and men, along with 116 business owners, 
HR managers, and senior executives. The study’ participants were from diverse 
sectors, including the finance and engineering industries. The findings reported that 
one in three Saudi women employees planned to stay no more than one to three years 
with their current employer, while one in four in terms of Saudi men employees. 
Also, the results showed that two-thirds of HR managers and employers ranked long- 
and short-term variable pay as having either a weak or moderate impact as a reward 
element alongside off-cycle adjustments or annual to basic pay. On the other hand, 
Saudi employees ranked it as either somewhat significant or significant. 
In addition, the results showed that 41% of HR managers ranked retirement benefits 
as having a weak influence in the reward mix. Also, most HR managers (70%) rated 
a time-off program as having either a weak or moderate impact. However, most 
Saudi employees rated time-off programs (58%) and retirement benefits (78%) as 
significant elements to consider in the pay mix. In terms of career drivers, the 
findings reported that the most significant factors that attract Saudi male employees 
to stay in a job are competitive salary, training, and competitive benefits and 
development, while Saudi women employees rated development and training first, 
competitive benefits and career opportunities. In terms of work environment, the 
findings showed that few Saudi employees viewed the environment of their 
workplace in a satisfactory way. For instance, 5% of Saudi employees aged 21 to 
more than 50 stated that the organizations in which they work respected them and 
their views counted. Only, Saudi employees aged 41 to 45 felt somewhat more 
confident (9%) that their opinions counted (Mercer, n.d.). 
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3. CHAPTER THREE: METHODOLOGY 
3.1.  Introduction 
The methodology chapter contains six parts. The first part describes the research 
design. The background of the study’s location is discussed in the second part. The 
third part details the procedures used in the data collection. A description of the 
chosen sample is provided in the fourth part. After that is a description of the 
instruments used in the research. The sixth part presents more detail regarding the 
data analysis. 
3.2.  Study setting 
This study was conducted in Riyadh City, which is the capital of the Kingdom of 
Saudi Arabia. Not only is Riyadh considered one of the major cities in the Gulf 
countries region, but it is also considered one of the main cities in the whole of the 
Middle East. Accordingly, it is the largest city in the Kingdom of Saudi Arabia. 
Because of the large number of company general headquarters located there, it is also 
known as the premier business city of the country. Therefore, large numbers of 
employees work there. 
According to the Tourism Information and Research Center (2012), 92 hotels have 
been opened in Riyadh over the past 10 years. Thus, the level of competition among 
hotels has grown considerably. The significance of business in Riyadh is reflected by 
this growth in competition. For example, Nicholas (2013) investigated the hospitality 
and tourism future in the Kingdom of Saudi Arabia; the study estimated that the 
number of hotel rooms would increase to 15,026 in 2015, in contrast to 8,400 rooms 
in 2012. Thus, competition among Riyadh hotels is high, which necessitates a large 
number of qualified employees to operate the properties successfully. According to 
the Tourism Information and Research Center (2012), 50,952,669 hotel rooms were 
sold out in the Kingdom of Saudi Arabia in 2012; in Riyadh specifically, the number 
was 3,275,681, with an occupancy rate of 60.8%. 
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3.3. Sample 
The target populations are 4- or 5-star hotel employees in Riyadh City.  Due to the 
budget and time constraints, this study adopted convenience sampling. The 
researcher was only able to approach 12 hotels to seek their participation. These 12 
hotels were chosen due to the diversity of star ratings and the locations of the hotels, 
which facilitated the exploration and analysis of employee job satisfaction level, 
motivational factors, and employee engagement in different hotels’ star rating and 
diversity of location. 
A supporting letter from the Saudi Commission for Tourism and Antiquities (SCTA) 
was included to gauge the hotels’ interest in participating (Appendix 9).  Only 6 
hotels agreed to participate in this study.  Six declined to participate in this study, for 
several reasons. One was privacy. These hotels were owned by local families who do 
not wish to participate in such studies. Another main reason was that some hotels 
have a limited number of employees, and in the meantime high operation costs, 
which means that hotel employees did not have time available to respond to the 
questionnaires. Also, the internal policies of some hotels prohibit participation in 
questionnaires from external researchers. The researcher also noted that in some 
hotels the human resources department is run by only one employee, which indicates 
that these hotels are devoid of professionalism in the management of their facilities. 
3.4. Participating hotels 
This study was conducted at six of the largest and most prestigious hotels in Riyadh. 
Five of them have a five-star rating and belong to famous international chains and 
one has a four-star rating and is popular among visitors. The participating hotels are 
located in different areas in Riyadh. One is near King Khaled International Airport. 
One is west of Riyadh near the Diplomatic Quarter. In addition, one hotel is in the 
southern part of Riyadh and two are in the downtown area; the last hotel is located in 
the north part of the city. In general, the sample hotels offer more than 100 rooms but 
fewer than 400. The number of employees who work for each of these hotels is 
between 100 and 900. 
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3.5. Data collection process 
This study employed a quantitative method to explore the job satisfaction level, 
motivational factors among hotel employees, and their engagement in Riyadh City, 
Kingdom of Saudi Arabia.  The data were collected through surveys from June 
through August 2015 among hotel employees from the 6 participating hotels. 
Questionnaires along with consent forms were distributed to hotel employees by the 
Human Resources Departments of the 6 hotels. Before the distribution of 
questionnaires, the research explained the study’s objectives and purpose to them so 
that they could pass the information to participating employees. The researcher also 
provided special envelopes so that participants could place their questionnaires inside 
them after they completed the survey to ensure their confidentiality. 
3.6. Instruments 
A structured questionnaire was developed comprising three sections (Appendix 1): 
(1) importance of motivational factors, (2) satisfaction and engagement factors, and 
(3) demographics and background. Guided by Kovach’s (1987) approach, the 
questions in the first and second parts came from Dipietro et al. (2014) study. The 
factors of engagement in the second section came from JRA’s (2007) study. The 
study utilized 5 points Likert scale to measure the importance of motivational factors. 
7 points Likert scale were used to measure the components of job satisfaction and 
engagement factors. The development of demographic and background questions 
was guided by the literature (e.g., Dipietro et al., 2014; Ozturk et al., 2011). 
The study’s questionnaire was first reviewed with the study’s advisor and then pilot-
tested with five graduate tourism and hospitality students at the Rochester Institute of 
Technology (RIT) to determine comprehension and readability. The questionnaire 
was provided in English as well as Arabic. The researcher translated the 
questionnaire to Arabic for non-English speakers so as to reach the largest group of 
hotel employees who work in Riyadh. Back-translation was performed to ensure the 
accuracy of the translation. Additionally, the researcher obtained Institutional 
Review Board (IRB) approval, which addresses the responsible use of human 
subjects, for the study. 
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3.7. Participants 
Five hundred questionnaires were distributed to hotel employees. Of the 500 
questionnaires, 261 were returned, yielding a 52% response rate; 24 questionnaires 
were eliminated from the initial sample size of 261 due to missing data or 
inconsistencies. The final data set included 237 cases. Most of the participants were 
from the kitchen department. Moreover, most were men and non-Saudis. This is 
because people from the Saudi culture are hesitant to work in the private sector in 
general, and in the hospitality sector in particular, for several reasons. For instance, 
the hospitality sector in the Kingdom of Saudi Arabia commonly offers low wages 
and long working hours. Also, the hotel work environment does not fit with Saudi 
women because Saudi women prefer not to work alongside men (AlGassim, 2012). 
3.8. Data analysis 
Data management and analysis of quantitative data were performed using SPSS 22. 
The study employed descriptive statistics. The research reports demographic and 
industry background using frequencies and percentages. The research uses t-test in 
comparing means between males and females. Multi group mean score comparisons 
were analyzed by using one-way ANOVA. ANOVA analysis was completed using 
post hoc procedures. The study reports Tukey in the case equal variances assumed 
and Games-Howell in the cases equal variances were not assumed. 
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4. CHAPTER FOUR: RESULTS AND DISCUSSION 
This chapter presents the results and discussion of the study’s findings. The four 
parts of the chapter provides analysis of respondents’ profile, motivational factors, 
satisfaction with the job components and engagement factors. The chapter concludes 
with the discussion of the results. 
4.1. The Profile of respondents 
This part presents the profile of respondents in terms of demographic and industry 
characteristics. Table 4-1 presents the demographics characteristics of the 
respondents regarding their gender, age, marital status, education and nationality. 
  
Table 4-1 Demographic characteristics 
Demographic factors Frequency Percent 
Gender   
Male 212 89.5 
Female 25 10.5 
Age (M=33.92)   
Baby Boomers 44-62 38 16 
Generation X 28-43 123 51.9 
Millennial 8-27 76 32.1 
Marital Status   
Married 149 62.9 
Not married 74 31.2 
Divorced 10 4.2 
Widowed 4 1.7 
Education   
Below High School 7 3.0 
High School 77 32.5 
College 127 53.6 
Graduate 15 6.3 
Other 11 4.6 
Nationality   
Saudi 73 30.8 
Arab League 50 21.1 
Asian 114 48.1 
 
The vast majority of respondents were male (89.5 percent). They were aged between 
19 and 61 with an average age of 34 years. Majority of them were aged under 44 
years (84%). Two thirds of respondents were married (62.9%). Almost two thirds 
had bachelor and master level degrees. Of those respondents, only 30 percent were 
from Saudi Arabia. Whilst almost half of the respondents were from Asian countries 
(48.1%), one fifth of them were from the Arab League countries (21.1%). It is 
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important to note that Indians (14.8%) and Egyptians (11.8%) were highly 
represented nationality in the sample. They were followed by Philippines (9.7%) and 
Bangladeshis (6.3%) nationals. 
 
Table 4-2 shows employment characteristics of respondents. Almost all respondents 
were full-time employees (98.3%t). Almost half of the respondents were employed in 
the main operational departments of the hotels: front office (13.1%) kitchen (11.8%); 
food and beverage (10.1%) and housekeeping (9.3%). Most of the respondents have 
been employed in their current positions for over five years (30.8%), followed with 
those for three years (23.2%), followed with those for two years (19.4%), followed 
with those for one year (15.6%), and followed with those for 4 years (11%). Almost 
two thirds of the respondents were employed as staff, whereas one third of the 
respondent were in supervisory positions. Half of the respondents were employed in 
the current hotels for over five years (53.2%). More than two thirds of the 
respondents (70.9%) were in hospitality for five or more years. 
Table 4-2 Employment characteristics 
 Frequency Percent 
Employment Status   
Full-time 233 98.3 
Department   
Front office 31 13.1 
Kitchen 28 11.8 
Food and Beverages 24 10.1 
House Keeping 22 9.3 
Type of the position   
Staff 146 61.6 
Supervisory  91 38.4 
Years in current position   
1 year 37 15.6 
2 years 46 19.4 
3 years 55 23.2 
4 years 26 11.0 
Over 5 years 73 30.8 
Years in current hotel   
1 year 18 7.6 
2 years 26 11.0 
3 years 38 16.0 
4 years 29 12.2 
Over 5 years 126 53.2 
Years in hospitality   
1 year 8 3.4 
2 years 15 6.3 
3 years 21 8.9 
4 years 25 10.5 
Over 5 years 168 70.9 
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4.2. Analysis of motivational factors 
Table 4-3 shows the cumulative frequencies and percentages of importance ranking 
in the first, second and third places. The most important three motivational factors 
were ‘good wages’, ‘job security’ and ‘opportunities for advancement and 
development’. 
Table 4-3 Importance of motivational factors by ranking 
Factors of Importance Frequency Percent  
Good wages 205 86.5 1 = most important 
Job security 102 43.0  
Opportunities for advancement and development 96 40.5  
Appreciation for accomplishments 91 38.3  
Good working conditions 61 25.7  
Interesting work 56 23.6  
Tactful discipline 41 17.3  
Feeling of being “in” on things 25 10.5  
Personal loyalty to employees 22 9.3  
Sympathetic help with personal problems 12 5.1 10 = least important 
Table 4-4 shows the importance of motivational factors by means scores and 
standard deviation. Good wages (M=4.39), job security (M=4.31) and opportunities 
for advancement and development (M=4.22) had the highest ratings. Of 10 
motivational items, only three items had ratings lower than 4.0: “feeling of being 
“in” on things”, “personal loyalty to employees” and “sympathetic help with 
personal problems”. 
Table 4-4  Importance of motivational factors by mean scores 
 Mean Std. Deviation 
Good wages 4.39 1.071 
Job security 4.31 .879 
Opportunities for advancement and development 4.22 .997 
Appreciation for accomplishments 4.19 .938 
Good working conditions 4.17 .994 
Interesting work 4.08 1.030 
Tactful discipline 4.04 .973 
Feeling of being “in” on things 3.93 .982 
Personal loyalty to employees 3.86 1.069 
Sympathetic help with personal problems 3.76 1.072 
 
For comparative purposes, the variations in mean scores were analyzed between 
employees based on their demographic characteristics. The results suggest that the 
most important motivational factors for both male and female employees were “good 
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wages”, “job security” and “opportunities for advancement and development”, as 
shown in Figure 4-1. 
 
 
Figure 4-1 Importance of motivational factors by gender 
Table 4-5 presents importance of motivational factors by gender. Independent sample 
t-tests showed no significant differences between the genders except females 
(M=4.76) placed higher importance on good wages than males (M=4.35) did. This 
difference was significant t (38) =-2.52, p <.016. 
Table 4-5 Importance of motivational factors by gender 
 Male Female t-value p-value 
Good wages 4.35 4.76 t (38)=-2.52 .016** 
Tactful discipline 4.04 4.08 t (235)=-.205 .839 
Job security 4.28 4.56 t (235)=-.152 .130 
Interesting work 4.09 4.04 t (235)=-.227 .820 
Feeling of being “in” on things 3.90 4.16 t (235)=-1.248 .363 
Sympathetic help with personal problems 3.79 3.48 t (235)=1.38 .169 
Opportunities for advancement and development 4.18 4.52 t (235)=-1.60 .111 
Good working conditions 4.15 4.36 t (235)=-1.01 .310 
Personal loyalty to employees 3.86 3.88 t (235)=-.074 .941 
Appreciation for accomplishments 4.16 4.44 t (235)=-1.44 .152 
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Figure 4-2 exhibits importance of motivational items by generational subgroups. 
 
Figure 4-2 Importance of motivational items by generation 
 
Table 4-6 shows the means scores, f-values and p-values of the importance of 
motivational items by generational subgroups. The results suggested that the most 
important motivational factors for baby boomers were “appreciation for 
accomplishments”, “interesting work” and “good wages”, whereas generation x and 
millennial placed more importance on “good wages”, “job security” and 
“opportunities for advancement and development”. There was a significant 
difference in the mean scores of personal loyalty to employees, F (2, 234) = 3.28, p< 
.039 indicating that millennial rating (M=3.75) was significantly lower than baby 
boomers (M=4.26). 
Table 4-6 Importance of motivational factors by generation 
 Baby 
Boomers 
Gen. 
X 
Millen
nial 
F-Value p-value 
Good wages 4.34 4.33 4.53 F(2,234)=.878 .417 
Tactful discipline 3.84 4.11 4.03 F(2,234)=1.15 .319 
Job security 4.26 4.30 4.34 F(2,234)=.110 .896 
Interesting work 4.37 4.10 3.92 F(2,234)=2.44 .089 
Feeling of being “in” on things 4.03 3.94 3.86 F(2,234)=.411 .663 
Sympathetic help with personal problems 3.82 3.72 3.79 F(2,234)=.150 .861 
Opportunities for advancement & development 4.03 4.21 4.33 F(2,234)=1.17 .310 
Good working conditions 4.32 4.18 4.08 F(2,234)=.730 .483 
Personal loyalty to employees 4.26 3.81 3.75 F(2,234)=3.28 .039 
Appreciation for accomplishments 4.39 4.16 4.12 F(2,234)=1.17 .310 
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Figure 4-1 exhibits importance of motivational factors by nationality. The results 
suggested that the most important motivational factors for Saudi employees were 
“good wages”, “job security” and “opportunities for advancement and development”. 
However, for Arab employees the results showed that “good wages / opportunities 
for advancement and development”, “job security” and “good working conditions” as 
the most important motivational factors. In terms of Asian employees, the results 
suggested that the most important motivational factors were “appreciation for 
accomplishments”, “job security” and “good wages”. 
 
Figure 4-3 Importance of motivational items by nationality 
 
Table 4-7 shows the means scores, f-values and p-values of the importance of 
motivational items by nationality subgroups.  
Table 4-7 Importance of motivational factors by nationality 
 Saudi Arab Asian F-Value p-value 
Good wages 4.68 4.26  4.26  F(2, 128)=5.50 .005* 
Tactful discipline 4.18 3.78  4.07  F(2, 234)=2.60 .076 
Job security 4.52 4.04  4.29  F(2, 234)=4.61 .011** 
Interesting work 4.04 3.90  4.19  F(2, 234)=1.50 .224 
Feeling of being “in” on things 4.04  3.62  3.99  F(2, 234)=3.23 .041** 
Sympathetic help with personal problems 3.97  3.60  3.69  F(2, 234)=2.23 .109 
Opportunities for advancement & development 4.30  4.26  4.15  F(2, 234)=.569 .567 
Good working conditions 4.23  3.94  4.23  F(2, 234)=1.68 .187 
Personal loyalty to employees 3.85 3.68  3.96  F(2, 126)=1.38 .253 
Appreciation for accomplishments 4.12  3.92  4.34  F(2, 114)=4.06 .020** 
 
There was a significant difference in the mean scores of good wages, F (2,128) = 
5.50, p< .005 indicating that Saudi employees (M=4.68) had significantly higher 
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ratings on this item than Asian employees (M=4.26). Saudi employees (M=4.52) had 
also placed significantly higher importance on job security, F (2, 234) = 4.61, p< 
.011 than employees (M= 4.04) from other Arab countries. Post hoc tests did not 
confirm the F statistics of feeling of being “in” on things, F (2, 234) = 3.23, p< .041. 
There was also another significant difference in the mean scores of appreciation for 
accomplishments. Employees from Arab league countries (M=3.92) placed 
significantly lower importance on this item than Asian employees (M=4.34) did. 
4.3. Analysis of satisfaction factors 
This part addresses the research questions three on the satisfaction level of hotel 
employees in Riyadh related to various job components. Table 4-8 shows means 
scores and standard deviation of items on satisfaction with job components. The 
items of “location of the hotel” (M=5.91), “the department where they work” (M= 
5.78), “the work accomplishment that they got done” (M= 5.72) had the highest 
ratings. Of 16 satisfaction items, only four items had ratings lower than 5.0: “training 
for daily tasks”; “career advancement and development that I receive”, “workload 
compared with my pay” and “my pay”. 
Table 4-8 Satisfaction with the job components 
Satisfaction with Mean Std. Deviation 
location of the hotel. 5.91 1.271 
the department where I work. 5.78 1.323 
the work accomplishment that I got done. 5.72 1.589 
my supervisor's technical skills. 5.56 1.508 
my supervisor's personal skills. 5.56 1.522 
the shifts that I work. 5.45 1.757 
my job security here. 5.27 1.675 
my importance at the hotel. 5.27 1.471 
the communication in English at the hotel. 5.16 1.703 
the level of different work duties that I get on my job. 5.15 1.558 
the working conditions at the hotel. 5.04 1.711 
level of opportunity that I get to supervise others. 5.00 1.924 
the training for daily tasks. 4.91 1.633 
the career advancement and development that I receive. 4.84 1.705 
the workload compared with my pay. 3.94 2.038 
my pay. 3.85 2.090 
The fourth question was about the differences between demographic groups related 
to satisfaction levels with various job components in the Riyadh hotel industry. 
These groups including gender, nationality and generation. 
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Table 4-9 presents satisfaction with the job components by gender. Independent 
sample t-tests showed significant differences between the genders. Males (M=5.35) 
placed higher rating on “my importance at the hotel” than females (M=4.56) did. 
This difference was significant t (235) =5.548, p <, 010. Also, males (M=5.04) 
placed higher rating on “training” than females (M=3.84) did. This difference was 
significant t (235) =2.049, p <, 019. In addition, males (M=5.26) placed higher rating 
on “the level of different work duties that I get on my job” than females (M=4.24) 
did. This difference was significant t (235) =8.487, p <, 019. Moreover, males 
(M=4.97) placed higher rating on “career advancement and development” than 
females (M=3.76) did. This difference was significant t (235) =, 037, p <.001. 
Table 4-9 Satisfaction with the job components by gender 
Satisfaction with Male Female t-value p-value 
work accomplishment that I got done 5.71 5.80 t (235)=.010 .784 
location of the hotel 5.90 6.00  t (235)=.4.245 .713 
the shifts that I work 5.51  4.88 t (235)=2.957 .088 
the department where I work 5.81  5.48 t (235)=4.958 .374 
my supervisor's technical skills 5.61 5.08 t (235)=7.492 .215 
my supervisor's personal skills 5.56  5.52  t (235)=1.160 .898 
my job security here 5.29 5.08  t (235)=4.081 .559 
my importance at the hotel 5.35 4.56  t (235)=5.548 .010* 
the communication in English at the hotel 5.26 4.32  t (235)=.994 .008 
the training for daily tasks 5.04 3.84 t (235)=2.049 .000* 
the level of different work duties that I get on my job 5.26 4.24 t (235)=8.487 .019* 
the career advancement and development that I receive 4.97 3.76  t (235)=.037 .001* 
the working conditions at the hotel 5.19 3.72 t (235)=31.298 .009* 
level of opportunity that I get to supervise others 5.18  3.48 t (235)=4.298 .001* 
the workload compared with my pay 4.07  2.84  t (235)=1.374 .004* 
my pay 3.94  3.04 t (235)=1.180 .041** 
Furthermore, males (M=5.19) placed higher rating on “working conditions” than 
females (M=3.72) did. This difference was significant t (235) =31.298, p >.009. 
Also, males (M=5.18) placed higher rating on “opportunity that I get to supervise 
others” than females (M=3.48) did. This difference was significant t (235) =4.298, p 
<.001. In addition, males (M=4.07) placed higher rating on “workload compared 
with my pay” than females (M=2.84) did. This difference was significant t (235) 
=1.374, p <.004. Finally, males (M=3.94) placed higher rating on “my pay” than 
females (M=3.04) did. This difference was significant t (235) =1.180, p <.041. 
Figure 4-4 illustrates mean scores differences by gender. The results suggested that 
male were more satisfied employees. Female employees have lower ratings on 
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satisfaction items except “I am satisfied with the work accomplishment that I got 
done” and “I am satisfied with location of the hotel.” items. 
 
Figure 4-4 Satisfaction with the job components by gender 
Table 4-10 presents satisfaction with the job components by nationality. There was a 
significant difference in the mean scores of communication in English, F (2, 234) 
=7.330, p< .001 indicating that Saudi employees (M=4.55) had significantly lower 
ratings on this item than Asian employees (M=5.46). Saudi employees (M=4.10) had 
also placed significantly lower rating on training, F (2, 234) =7.330, p< .001 than 
Asian employees (M=5.51). There was also another significant difference in the 
mean scores of “the level of different work duties that I get on my job” item, F (2, 
134) =18.032, p<.000 indicating that Saudi employees (M=4.53) placed significantly 
lower rating on this item than Asian employees (M=5.67) did. In addition, Saudi 
employees (M=4.32) had also placed significantly lower rating on working 
conditions, F (2,120) =11.863, p<.000 than Asian employees (M=5.56).  Also, Saudi 
employees (M=4.01) had also placed significantly lower rating on opportunity that I 
get to supervise others, F (2, 125) =14.211, p<.000 than Asian employees (M=5.63). 
Moreover, Saudi employees (M=3.12) had also placed significantly lower rating on 
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workload compared with pay, F (2, 234) =8.987, p<.000 than Asian employees 
(M=4.32).  
Table 4-10 Satisfaction with the job components by nationality 
I am satisfied with Saudi Arab Asian F-Value p-value 
the work accomplishment that I got done 5.55  5.88  5.75 F (2, 234)=.706 .495 
location of the hotel 5.70 5.86 6.07  F (2, 234)=1.970 .142 
the shifts that I work 5.00 5.58 5.68 F (2, 234)=3.544 .030 
the department where I work 5.49 5.66 6.01 F (2, 234)=3.708 .026 
my supervisor's technical skills 5.05 5.46 5.92  F (2, 234)=7.914 .000 
my supervisor's personal skills 5.12 5.60 5.82  F (2, 121)=4.092 .019 
my job security here 4.93 4.98 5.61 F (2, 234)=4.662 .010 
my importance at the hotel 4.90 5.04  5.61  F (2, 234)=6.081 .003 
the communication in English at the hotel 4.55 5.38 5.46  F (2, 234)=7.330 .001 
the training for daily tasks 4.10 4.74  5.51  F (2, 234)=7.330 .001 
the level of different work duties that I get on my job 4.53 4.88  5.67 F (2, 134)=18.032 .000 
the career advancement and development that I receive 4.16 4.78  5.30 F (2, 234)=10.693 .000 
the working conditions at the hotel 4.32 4.90 5.56  F (2, 120)=11.863 .000 
level of opportunity that I get to supervise others 4.01  5.00 5.63  F (2, 125)=14.211 .000 
the workload compared with my pay 3.12 4.26 4.32 F (2, 234)=8.987 .000 
my pay 3.22  4.10 4.14 F (2, 234)=4.944 .008 
From the data in Figure 4-3, it is apparent that the Asian employees are the most 
satisfied, while the Saudi employees are the most dissatisfied. 
 
Figure 4-5 Satisfaction with the job components by nationality 
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Table 4-11 shows the means scores, f-values and p-values of satisfaction with the job 
components by generational subgroups.  
Table 4-11 Satisfaction with the job components by generation 
I am satisfied with 
Baby 
Boomer
s 
Gen. X Millennial  F-Value 
p-
value 
the work accomplishment that I got done 6.00 5.67 5.64 F (2, 234)=.723 .487 
location of the hotel* 6.58 5.87 5.64  F (2, 123)=14.01 .000 
the shifts that I work 6.05 5.47 5.11 F (2, 234)=3.795 .024 
the department where I work 6.24 5.67  5.71 F (2, 234)=2.800 .063 
my supervisor's technical skills 5.76  5.62  5.36 F (2, 234)=1.137 .322 
my supervisor's personal skills 5.66  5.56  5.50 F (2, 234)=.136 .873 
my job security here 5.84 5.16 5.14 F (2, 234)=2.720 .068 
my importance at the hotel 5.71 5.20 5.17 F (2, 234)=2.053 .131 
the communication in English at the hotel 5.66  5.15  4.95 F (2, 234)=2.242 .108 
the training for daily tasks 5.50 4.75 4.88  F (2, 234)=3.155 .044 
the level of different work duties that I get on my job 5.58  5.13 4.97 F (2, 234)=1.954 .144 
the career advancement and development that I receive 5.21 4.73 4.83 F (2, 234)=1.149 .319 
the working conditions at the hotel 5.92 4.91 4.80  F (2, 111)=9.458 .000 
level of opportunity that I get to supervise others 5.79 4.84 4.87 F (2, 234)=3.908 .021 
the workload compared with my pay 4.37  3.96 3.68  F (2, 234)=1.449 .237 
my pay 4.29  4.03 3.33 F (2, 234)=3.758 .025 
 
There were significant differences in the mean scores. For instance, the item of the 
location of the hotel, F (2, 123) =14.016, p< .000 indicating that millennial rating 
(M=5.64) was significantly lower than baby boomers (M=6.58). In addition, the item 
of shifts that they work, F (2, 234) =3.795, p< .024 indicating that millennial rating 
(M=5.11) was significantly lower than baby boomers (M=6.05). Moreover, the item 
of training, F (2, 234) =3.155, p< .044 indicating that generation x rating (M=4.75) 
was significantly lower than baby boomers (M=5.50). Also, the item of working 
conditions, F (2, 111) =9.458, p<.000 indicating that millennial rating (M=4.80) was 
significantly lower than baby boomers (M=5.92). Lastly, the item of opportunity that 
they get to supervise others, F (2, 234) =3.908, p< .021indicating that generation x 
rating (M=4.84) was significantly lower than baby boomers (M=5.79). The results 
suggested that baby boomers group was most satisfied employees, while millennial 
group was the most dissatisfied employees, as shown in Figure 4-6. 
Abdulaziz Alqusayer, 2016, Chapter 4  35 
 
Figure 4-6 Satisfaction with the job components by generation 
 
4.4. Analysis of engagement factors 
This part addresses the research question five on the engagement level of hotel 
employees in Riyadh related to various personal and organizational components. 
Table 4-12 presents the summary statistics for the engagement level.  
Table 4-12 Engagement factors 
 Mean Standard Deviation 
I look for ways to do my job more effectively 6.01 1.238 
I take an active interest in what happens in this organization 5.55 1.400 
I feel inspired to go the extra mile to help this organization succeed 5.55 1.519 
I feel a sense of commitment to this organization 5.50 1.577 
Overall, I’m satisfied with my job 5.46 1.463 
Overall, I would recommend this organization as a great place to 
work 5.40 1.684 
 
As can be seen in this table, respondents reported the point of “I look for ways to do 
my job more effectively” as a highest ranking. The second highest ranking goes with 
two points which were “I take an active interest in what happens in this organization” 
and “I feel inspired to go the extra mile to help this organization succeed”. From this 
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data, we can see that the lowest point that has been ranked by respondents was 
“Overall, I would recommend this organization as a great place to work”. 
 
The sixth question was about the differences between demographic groups related to 
engagement levels by demographic characteristics. It is apparent from Figure 4-7 that 
males were more engaged than females. 
 
Figure 4-7 Engagement factors by gender 
 
Table 4-13 shows the means scores, f-values and p-values of engagement factors by 
gender. There were no significant differences in the mean scores. 
 
Table 4-13 Engagement factors by gender 
 Male Female t-value p-value 
I look for ways to do my job more effectively 6.03 5.84  t (235)=1.044 .473 
Overall, I’m satisfied with my job 5.53 4.92 t (235)=1.004 .049 
I take an active interest in what happens in this organization 5.60 5.12 t (235)=.166 .106 
I feel inspired to go the extra mile to help this organization 
succeed 5.60  5.08  t (235)=13.955 .239 
I feel a sense of commitment to this organization 5.56 5.00 t (235)=3.823 .095 
Overall, I would recommend this organization as a great place to 
work 5.47 4.84 t (235)=10.206 .177 
 
Table 4-14 shows the means scores, f-values and p-values of engagement factors by 
nationality. There was a significant difference in the mean scores. For example, the 
item of “overall, I would recommend this organization as a great place to work” F 
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(2,124) =10.315, p< .000 indicating that Saudi employees rating (M=4.84) was 
significantly lower than Asian employees (M=5.89). Figure 4-8 shows that Asian 
group are the most engaged, while Saudi group are the less engaged. 
 
 
Figure 4-8 Engagement factors by nationality 
 
Table 4-14 Engagement factors by nationality 
 Saudi Arab Asian F-Value p-value 
I look for ways to do my job more effectively 5.89 5.86 6.15 F(2,234)=1.431 .241 
Overall, I’m satisfied with my job 5.25  5.38  5.64  F(2,234)=1.728 .180 
I take an active interest in what happens in this organization 5.19  5.34 5.87  F(2,234)=6.157 .002 
I feel inspired to go the extra mile to help this organization 
succeed 5.11  5.58  5.82  F(2,122)=4.364 .015 
I feel a sense of commitment to this organization 5.18 5.48  5.71  F(2,125)=2.155 .120 
Overall, I would recommend this organization as a great 
place to work 4.84 5.10  5.89*  F(2,124)=10.32 .000 
 
Figure 4-9 shows the means scores, f-values and p-values of engagement items by 
generational subgroups. The lowest and highest mean scores were highlighted. The 
results suggest that baby boomers are the most engaged employees. However, 
millennial have lowest rating in their engagement items except “Overall, I would 
recommend this organization as a great place to work” item. Table 4-15 shows the 
means scores, f-values and p-values of engagement factors by generation. There were 
no significant differences in the mean scores. 
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Figure 4-9 Engagement factors by generation 
 
 
Table 4-15 Engagement factors by generation 
 Baby Boomers 
Gen. 
X 
Mill
enni
al 
F-Value p-value 
I look for ways to do my job more effectively 6.34 6.00  5.86 F(2,234)=1.980 .140 
Overall, I’m satisfied with my job 5.68 5.52 5.26 F(2,234)=11.242 .291 
I take an active interest in what happens in this 
organization 5.87 5.56 5.37 F(2,234)=1.634 .197 
I feel inspired to go the extra mile to help this 
organization succeed 5.66  5.59 5.42 F(2,234)=.418 .659 
I feel a sense of commitment to this organization 5.76 5.49  5.38 F(2,234)=.745 .476 
Overall, I would recommend this organization as a great 
place to work 5.82 5.24 5.45 F(2,234)=1.728 .180 
4.5. Discussion of findings 
This part provides a discussion of findings. 
4.5.1. Motivational factors 
This part provides a discussion of findings against past research. For instance, this 
study found that the three most important motivational factors were ‘good wages’, 
‘job security’ and ‘opportunities for advancement and development’. The findings of 
the current study were consistent with those of Simons and Enz (1995). Darder’s 
(1994) study also reported that that job security and good wages were the most 
important motivational factors for Las Vegas casino employees. Wiley (1997) 
reported that the sympathetic help with personal problem was ranked as a less 
important motivational factor, which the current study reports that as well. 
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Although the findings of this study corroborates with past research on hospitality 
industry, it is important to note that other studies did not report good wages as the 
most important motivational factor. For example, a study conducted in Nigeria by 
Aworemi, Abdul-Azeez and Durowoju (2011) showed that the most significant 
motivational factors were interesting work, good working condition, and followed by 
good pay. Additionally, according to Siu et al.’s (1997) study of Hong Kong hotel 
employees, the most significant motivational factors are opportunities for 
advancement, loyalty to employees and good wages. 
 
Also, the current study results were slightly different from the findings of Charles 
and Marshall (1992). They reported that working conditions and good wages were 
the most significant factors. Dipietro et al.,’s (2014) findings which showed that the 
top three motivational factors of Aruba's lodging employees were appreciation of a 
job well done, good wages, and good working conditions. Unlike Wiley’s (1997) 
study, the current study found appreciation from accomplishments as one of the top 
five motivators instead of interesting work.  Also, the findings of the current study do 
not corroborate with the findings of Kukanja (2013), who reported flexible working 
hours and social security as one of the top 3 motivators, in addition to good wages. 
 
The current study found that there were no statistically significant differences 
between male and female in terms of all motivation factors, expect for “good wages” 
which was consistent with Kukanja’s (2013) study. Also, the findings of the current 
study showed that both male and female employees placed more value on “good 
wages” than other motivational factors. However, Dipietro et al., (2014) mentioned 
that men were less motivated than women by both “interesting work” and 
“appreciation for a job well done.” In contrast, Wiley (1997) stated that men placed 
more value on “interesting work”, while women placed more emphasis on 
“appreciation for work done”. The current study reported that the most important 
motivational factor for millennial employees group was “good wages”. On the other 
hand, Wong et al., (1999) mentioned that the most important motivational factor for 
the same group was “interesting work.” 
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It is apparent that current study indicates that younger employees (Generation X & 
Millennial) ranked “good wages” as the most significant factor, while older 
employees (Baby Boomers) rated “appreciation for accomplishments” as the most 
significant factor. Older workers also placed greater priority on “interesting work”.  
For the younger generation of workers, “good salary”, “job security”, and 
“opportunities for advancement and development” were their top motivational 
factors. This is consistent  with the attributes of baby boomers who live to work and 
loyal to careers and employees, while younger generations such as Generation X and 
Millennials tend to be ambitious and want to know what’s next (Smola & Sutton, 
2002). 
4.5.2. Satisfaction with job components 
The findings related to the satisfaction of employees related to a variety of job 
components reported some interesting things. The highest-rated items related to 
satisfaction on the job were “I am satisfied with location of the hotel”. This finding is 
a reasonable because five- and four- star hotels are more likely to have excellent 
locations which are easy to reach due the international standards that they follow. 
The job component with the second highest satisfaction was “I am satisfied with the 
department where I work”, indicating that participants were happy with the 
department they work. The next two satisfied job components were “I am satisfied 
with the work accomplishment that I got done” and “I am satisfied with my 
supervisor's technical/personal skills.” These factors might contribute to participants’ 
relatively high level of engagement. On the other hand, the participants reported 
lower level of satisfaction with regard to “workload compared with my pay”, and 
“my pay”, which deserve management attention. The findings observed in this study 
mirror those of the Dipietro et al., (2014)’ study, expect the items of “I am satisfied 
with the training for daily tasks. 
 
With regard to satisfaction with the job component, there were statistically 
significant different among 3 generations in terms of location of the hotel and the 
working conditions at the hotel. The baby boomers reported higher satisfaction with 
location of the hotel and working conditions, followed by the generation X. The 
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youngest generation might have higher expectations in terms of location of the hotel 
and the working conditions at the hotel. 
 
In terms of gender, female participants felt less satisfied with “my importance at 
hotel”, “the training for daily tasks,” “career advancement and development that I 
receive”, “opportunity that I get to supervisor others” and “the workload compared 
with my pay”, reflecting females’ lower gender identify in Saudi Arabia.  In Saudi 
Arabia, women’s nature are considered to be different from that of men.  Women are 
excluded from public life. At the workplace are not allowed to work in the front of 
the house, where they might have direct contact with strangers. The gender 
inequality in Saudi Arabia might have limited the opportunities for female employees 
to participate in training programs and advance in their careers. 
4.5.3. Engagement 
In terms of engagement level of hotel employees in Riyadh, the current study 
reported that the Saudi employees were less engaged than Asian and Arab 
employees. It was possible that these non-Saudi employees were more engaged in 
their work to avoid being laid off. However, in accordance with the present results, 
previous research has demonstrated that Saudi employees have lower organizational 
and job engagement than non-Saudi employees (Moussa, 2013). 
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5. CHAPTER FIVE: CONCLUSIONS 
This final chapter of the thesis is divided into three parts. The first part presents 
results relating to the research questions. The second discusses the practical and 
theoretical implications of the study. The third part concludes with the discussion of 
the significance and limitations of the current study and recommendations for further 
research work. 
5.1. Summary of research findings 
This study has argued the drivers of hotel employee motivation, satisfaction and 
engagement in Riyadh, the kingdom of Saudi Arabia. In response to research 
question one, this study has shown that ‘good wages’, ‘job security’, ‘opportunities 
for advancement and development’, ‘appreciation for accomplishments’ and ‘good 
working conditions’ were the most important five motivational factors. 
A further analysis of motivational factors based on demographic characteristics 
found significant differences in “good wages” between female and male employees.  
Significant differences were also found in “good wages”, “job security”, 
“appreciation for accomplishments” and “feeling of being in on things” among 
nationalities; and significant differences in “personal loyalty to employees” among 
generations. These findings suggest that employees from different cultural 
background were motivated by different factors. Therefore, hotel managers need to 
know the needs and wants of the culturally diverse employees and utilize the right 
factors to motivate their employees. 
Moreover “good wages” motivated females more than males. “Good wages”, “Job 
security”, and “feeling of being “in” on things” motivated Saudi employees the most 
than non-Saudi employees. Motivator such as “appreciation for accomplishes” 
worked the best on Asian employees. The sense of loyalty motivated older 
employees more than younger employees. 
In general, participants reported being satisfied with job components regarding the 
location of the hotel, their department, and work accomplishment. Significant 
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differences in job component satisfaction were found among genders, nationalities, 
and generations. 
The third main finding was about the engagement level of lodging employees in 
Riyadh related to various personal and organizational components. In general, 
according to the mean scores, the respondents were more likely to be engaged. The 
respondents reported the item of “I look for ways to do my job more effectively” as a 
highest ranking, and “Overall, I would recommend this organization as a great place 
to work” as the lowest ranking, indicating that participants might have concerns 
regarding their hotels. In terms of demographic groups, statistically significant 
differences were only found in nationalities, not in genders and generations. The 
results suggested that males were more engaged than females. Moreover, the results 
showed that Asian group was the most engaged, while Saudi group was the less 
engaged. Finally, the results suggested that baby boomers were the most engaged 
employees, which match the characteristics of baby boomers. However, millennial 
had lowest rating in their engagement items except “Overall, I would recommend 
this organization as a great place to work” item. 
5.2. Implications 
The findings of this study have several important implications for future practice. 
The evidence from this study suggests that in addition to extrinsic factors (i.e. good 
wages, good working conditions), intrinsic factors such as job security, opportunities 
for advancement and development, and appreciation for accomplishment are also 
important motivational factors. Therefore, it is suggested that hotel employers who 
tend to build a motivated team need to address both extrinsic and intrinsic factors. 
This could be accomplished through providing competitive salary, quality working 
environment, promoting from within, and recognizing good performance of the 
employees.  It is worth noting that the participants had comparatively lower level of 
satisfaction with the training for daily tasks. The hotel may develop and offer on-the-
job training to increase employees’ work skills and knowledge to perform their tasks. 
The hotel company may consider providing financial support to sponsor employees 
to pursue advanced degrees in hospitality and tourism and climb up their career 
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ladders. Hotel managers may also need to pay more attention to manpower 
management and work assignments to make sure employees are not overloaded. 
The results of this study indicated that employees from different nationalities may 
have different needs in motivation, engagement, and satisfaction. Riyadh hotel 
market is characterized with diverse workforce which makes it difficult to motivate 
and satisfy employees. A reasonable approach to tackle this issue is to offer diversity 
training programs to increase managers’ cross-cultural competence and utilize the 
right techniques to motivate and engage their employees. 
Another interesting finding gleaned from this study is that Asian employees seemed 
to be more engaged in their jobs than their counterparts and they tend to spread good 
words of month for the organization. Therefore, it is suggested that hotel managers 
may consider recruiting Asian employees to join the workforce. 
5.3. Recommendations for further research 
The current study explored and provided a review of the literature on job satisfaction, 
motivational factors and engagement among hotel employees, to investigate the level 
of job satisfaction, employees’ motivation and engagement. Correspondingly, to 
explore their drivers among hotel employees in Riyadh. Furthermore, to provide 
suggestions and recommendations to hotel managers in Riyadh in terms of improving 
their employees' satisfaction, motivation and engagement level. The results from this 
study contribute to the job satisfaction and motivation literature, specifically in the 
context of Saudi Arabia hotel industry. This research has thrown up many questions 
in need of further investigation. For example, more research is needed to better 
understand female employees’ experiences at the workplace and identify the root 
causes of why they felt less dissatisfied. It would also be interesting to compare 
experiences of managerial and non-managerial employees. Further research might 
explore the role and relevance of generational factors. More research is required to 
determine effect of hotel related factors on employee motivation, satisfaction and 
engagement. Research focusing on the impact of factors such as hotel size, location, 
star ranking and hotel’s management type may reveal interesting findings. What is 
now needed is to target a larger group random sample of hotel employees in the 
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Kingdom of Saudi Arabia. It is important to extend the geographic representation of 
hotels into other cities. 
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7. Appendices 
7.1. Appendix 1: Survey (English version). 
A Survey of hotel employees' satisfaction 
Directions: There are three sections to this survey. Please complete all three sections. 
We need honest and candid feedback, so all your answers will be kept confidential.  
This survey will not require your identity.  
 
Section 1: Importance of motivational factors 
 
Q1- What is important to you about your employment here at this hotel? 
• Assign a number 1 through 10 to each factor with “1” being the most important 
and “10” being least important. Use each number only once. 
• Assign a number from 1-to-10 for each factor (1 = most important, 10 = least 
important): 
 
Factors of Importance Your 
Importance 
Rating 
 
Good wages  1 = most important 
Tactful discipline   
Job security   
Interesting work   
Feeling of being “in” on things   
Sympathetic help with personal problems   
Opportunities for advancement and development   
Good working conditions   
Personal loyalty to employees   
Appreciation for accomplishments  10 = least important 
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Q2- Please indicate the degree to which you believe each factor is important in 
your employment by circling one of the numbers following each statement. 
1  2  3  4  5 
              least                          undecided       most 
            important                  important 
 
Section 2 ‒ Satisfaction and Engagement Factors 
Q3-Please indicate the degree to which you agree with each of the following 
statements one of the numbers following each statement.  
1 2 3 4 5 6 7 
                              not at all           somewhat     very 
                                 true     true      true 
Factors of satisfaction        
I am satisfied with the work accomplishment that I got done. 1 2 3 4 5 6 7 
I am satisfied with location of the hotel. 1 2 3 4 5 6 7 
I am satisfied with the shifts that I work. 1 2 3 4 5 6 7 
I am satisfied with the department where I work. 1 2 3 4 5 6 7 
I am satisfied with my supervisor's technical skills. 1 2 3 4 5 6 7 
I am satisfied with my supervisor's personal skills. 1 2 3 4 5 6 7 
I am satisfied with my job security here. 1 2 3 4 5 6 7 
I am satisfied with my importance at the hotel. 1 2 3 4 5 6 7 
I am satisfied with the communication in English at the hotel. 1 2 3 4 5 6 7 
I am satisfied with the training for daily tasks. 1 2 3 4 5 6 7 
I am satisfied with the level of different work duties that I get on 
my job. 
1 2 3 4 5 6 7 
I am satisfied with the career advancement and development that I 
receive. 
1 2 3 4 5 6 7 
I am satisfied with the working conditions at the hotel. 1 2 3 4 5 6 7 
I am satisfied with level of opportunity that I get to supervise 
others. 
1 2 3 4 5 6 7 
I am satisfied with the workload compared with my pay. 1 2 3 4 5 6 7 
I am satisfied with my pay. 1 2 3 4 5 6 7 
Factors of Importance      
Good wages 1 2 3 4 5 
Tactful discipline 1 2 3 4 5 
Job security 1 2 3 4 5 
Interesting work 1 2 3 4 5 
Feeling of being “in” on things 1 2 3 4 5 
Sympathetic help with personal problems 1 2 3 4 5 
Opportunities for advancement and development 1 2 3 4 5 
Good working conditions 1 2 3 4 5 
Personal loyalty to employees 1 2 3 4 5 
Appreciation for accomplishments 1 2 3 4 5 
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Q4- Please indicate the degree to which you agree with each of the following 
statements one of the numbers following each statement.  
1 2 3 4 5 6 7 
                         not at all           somewhat     very 
                            true      true      true 
 
Section 3‒ Demographics and Background 
Q4-Demographic 
Your gender:   (   ) Male  (   ) Female.  
The year of your birth: (    ) 
Your nationality:  (                                                  ) 
Your marital status:  
(   ) Married.  
(   ) Not Married. 
(   ) Divorced 
(   ) Widowed 
 
 
Factors of engagement        
I look for ways to do my job more effectively 1 2 3 4 5 6 7 
Overall, I’m satisfied with my job 1 2 3 4 5 6 7 
I take an active interest in what happens in this organization 1 2 3 4 5 6 7 
I feel inspired to go the extra mile to help this organization 
succeed 
1 2 3 4 5 6 7 
I feel a sense of commitment to this organization 1 2 3 4 5 6 7 
Overall, I would recommend this organization as a great place to 
work 
1 2 3 4 5 6 7 
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Your educational level:  
(   ) High School  
(   ) College 
(   ) Graduate 
(   ) Other: Please identify …………………. 
Q5-Background in the industry 
Your work status: 
          (  ) Full-time. 
          (  ) Part-time.   
How long have you been employed in the hospitality industry? 
How long have you been employed in your current hotel? 
What department are you working in? 
What is the title of your position? 
How long have you been employed in your current position? 
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 القسم الأول: أھمیة العوامل المحفزة 
 السؤال الأول: ما ھي الممیزات الوظیفیة المھمة لدیك؟ 
یمثل الأقل أھمیة.  01أھمیة و الرقم  یمثل الاكثر 1لكل عامل, حیث رقم  01الى  1قم بتحدید العدد من  •
 . أستخدم كل رقم مرة واحدة فقط
 = الأقل أھمیة (:01= الاكثر أھمیة , 1لكل عامل ) 01الى  1قم بتحدید رقم من  •
 
 
 
 
 
 
 
 
 
 
 
  تقییمك للأھمیة العوامل ذات الأھمیة
 1الأكثر أھمیة =   الراتب الجید
   لباقة التعامل في مجال العمل
   الأمان الوظیفي
   العمل الممتع
   الشعور بالمشاركة في قرارات العمل
   الشخصیةالمساعدة في الحیاة 
   فرص التقدم و التطویر
   ظروف العمل الجیدة
   الولاء و التعاون الشخصي بین الموظفین
 01الأقل أھمیة =   التقدیر للإنجازات
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 ل محفز في وظیفتك بحسب اعتقادك عن طریق وضع دائرة واحدةالسؤال الثاني: حدد درجة الأھمیة لكل عام
 :   على أحد الارقام التالیة لكل عبارة
 5  4  3  2  1
 الأكثر أھمیة                      محاید                                        الأقل أھمیة                        
 
 
 
 
 
 
 
 
 
 
 
      العوامل ذات الأھمیة
 5 4 3 2 1 جیدالراتب ال
 5 4 3 2 1 لباقة التعامل في مجال العمل
 5 4 3 2 1 الأمان الوظیفي
 5 4 3 2 1 العمل الممتع
 5 4 3 2 1 الشعور بالمشاركة في قرارات العمل
 5 4 3 2 1 المساعدة في الحیاة الشخصیة
 5 4 3 2 1 فرص التقدم و التطویر
 5 4 3 2 1 ظروف العمل الجیدة
 5 4 3 2 1 التعاون الشخصي بین الموظفینالولاء و 
 5 4 3 2 1 التقدیر للإنجازات
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 القسم الثاني: عوامل الرضا و الإندماج
السؤال الثالث: یرجى الإشارة إلى درجة موافقتك مع كل من العبارات التالیة من خلال اختیار احد الأرقام التي 
 أمام كل عبارة.  
 7   6 5 4 3 2 1
      صحیح              صحیح نوعا ما                                             صحیحلیس 
         جدا                                                         على                         الإطلاق
 
 
 
 
 
 
        عوامل الرضا
 7 6 5 4 3 2 1 أنا راٍض عن إنجازات العمل التي قمت بھا
 7 6 5 4 3 2 1 أنا راٍض عن موقع / مكان الفندق
 7 6 5 4 3 2 1 أنا راٍض عن أوقات العمل / الشفتات التي أعمل بھا
 7 6 5 4 3 2 1 أنا راٍض عن القسم الذي أعمل بھ
 7 6 5 4 3 2 1 أنا راٍض عن المھارات التقنیة لمشرفي
 7 6 5 4 3 2 1 أنا راٍض عن مھارات الاتصال الشخصیة لمشرفي
 7 6 5 4 3 2 1 أنا راٍض عن الأمان الوظیفي ھنا
 7 6 5 4 3 2 1 أنا راٍض عن أھمیتي في الفندق
 7 6 5 4 3 2 1 أنا راٍض عن التواصل باللغة الإنجلیزیة في الفندق
 7 6 5 4 3 2 1 أنا راٍض عن التدریب للمھام الیومیة
 7 6 5 4 3 2 1 أنا راٍض عن مستوى مھام العمل المختلفة التي أقوم بھا
 7 6 5 4 3 2 1 أنا راٍض عن التقدم الوظیفي و التطویر الذي أحصل علیھ
 7 6 5 4 3 2 1 عن ظروف و بیئة العمل في الفندقأنا راٍض 
أنا راٍض عن مستوى الفرصة التي أحصل علیھا للإشراف على 
 الآخرین
 7 6 5 4 3 2 1
 7 6 5 4 3 2 1 أنا راٍض عن عبء العمل مقارنة مع راتبي
 7 6 5 4 3 2 1 أنا راٍض عن راتبي
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التي  السؤال الرابع: یرجى الإشارة إلى درجة موافقتك مع كل من العبارات التالیة من خلال اختیار احد الأرقام
  :عبارةامام كل 
 7               6     5     4      3     2       1                         
 صحیح جدا                  صحیح نوعا ما                                                لیس صحیح على الإطلاق
 
  و العملیةالقسم الثالث: المعلومات الشخصیة 
 السؤال الخامس: المعلومات الشخصیة
 الجنس:   ذكر )   (                      انثى )    ( •
 
 العمر:     )         (  •
 
 الجنسیة: )                                                   ( •
 
 الحالة الإجتماعیة:  •
 متزوج/ ة       )   (
 غیر متزوج/ ة )   (
  )   (    مطلق/ ة    
 أرمل/ ة        )   (
 
        عوامل الاندماج
 7 6 5 4 3 2 1 أنا ابحث عن طرق لأقوم بعملي بشكل أكثر فعالیة
 7 6 5 4 3 2 1 بشكل عام , أنا راٍض عن وظیفتي
 7 6 5 4 3 2 1 ما یحدث في ھذا الفندق أنا أھتم بشكل فعال في
 7 6 5 4 3 2 1 أنا أشعر بالدافع للقیام بالمزید من الجھد لإنجاح الفندق
 7 6 5 4 3 2 1 أنا أشعر بالالتزام في العمل مع الفندق
 7 6 5 4 3 2 1 بشكل عام , سوف أنصح  بالفندق كمكان مناسب للعمل
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 المستوى التعلیمي: •
 ثانوي                       )   (
 جامعي                      )   (
 دراسات علیا              )   (
 غیرھا: یرجى التحدید   )                                                                  (
  معلومات العملیةالسؤال السادس: ال
 حالة العمل: •
 عمل كامل   )   (
 عمل جزئي )   (
 منذ متى و انت تعمل في المجال الفندقي؟  )                                                                     ( •
 (                          منذ متى و انت تعمل في ھذا الفندق؟       )                                             •
 ما ھو القسم الذي تعمل بھ؟                   )                                                                      ( •
 ( ما ھو مسمى وظیفتك الحالیة؟               )                                                                      •
 منذ متى و انت تعمل في وظیفتك الحالیة؟ )                                                                      ( •
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7.3. Appendix 3: Invitation letter for hotel employee (English 
version).   
Dear hotel employee,    
I am a student in the Hospitality and Tourism Management program at Rochester 
Institute of Technology. I am inviting you to participate in my research concerning the 
extent of employees’ job satisfaction level. The aim of this research is to investigate 
the job satisfaction level among the employees. I kindly ask you to take a part in a 
questionnaire that would last approximately 10 minutes. The research will maintain 
privacy of the findings. No mention of respondents by name will be used. Thank you 
for your consideration and time. Should you have further questions or concerns, please 
do not hesitate to contact me at ________________or _________________ by phone.  
Sincerely,  
Abdulaziz Alqusayer  
(  ) Yes, I agree to participate in this questionnaire.  
(  ) No, I don’t agree to participate in this questionnaire. 
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 خطاب دعوة
 
 عزیزي موظف الفندق,
أنا طالب ماجستیر في إدارة الفنادق و السیاحة في معھد روشیستر للتكنولوجیا بأمریكا. یشرفني أن  أدعوك 
للمشاركة في بحثي عن مدى مستوى الرضا الوظیفي و العوامل المحفزة للعمل بین موظفین فنادق الریاض. 
فة مستوى الرضا الوظیفي لدى الموظفین و توعیة إدارات الفنادق بأھمیة تحفیز الھدف من ھذا البحث ھو معر
موظفیھا و توفیر بیئة مناسبة تجعلھم راضین عن وظائفھم. أرجو منك التكرم بالمشاركة في الاستبیان و الذي 
رض البحثي و للغللغایة و تستخدم فقط  سریةدقائق من وقتك الثمین. الإجابات سوف تكون  01یستغرق أقل من 
أشكرك على مشاركتك و إھتمامك. في حالة وجود كتابة الاسم غیر مطلوب لضمان الخصوصیة و السریة. 
أو عن طریق البرید  _______________إستفسارات أرجو التواصل معي عن طریق الإتصال على 
 . ______________________الإلكتروني
 مع أطیب الأمنیات,
 
 الطالب: عبدالعزیز القصیر
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7.5. Appendix 5: Informed consent document 
Title of Study: 
An Analysis of Job Satisfaction Level among Hotels Employees in Riyadh, The 
kingdom of Saudi Arabia. 
Introduction: 
You are being asked to be in a research study to look at the extent of employees’ job 
satisfaction level, of those who are currently working in Riyadh. This research is being 
conducted as part of thesis project to obtain a Master of Science Degree in Hospitality 
and Tourism Management at Rochester Institute of Technology (RIT). It aims to 
investigate the job satisfaction level among the employees. 
What Is Involved In The Study? 
If you agree to take part in this research study, you will be asked to complete a 
questionnaire related to this study about the extent of employees' job satisfaction level. 
10 minutes are needed to complete the questionnaire. The questionnaire contains three 
main sections which are the importance of motivational factors, satisfaction and 
engagement factors and demographics and background in the industry. 
Discomfort and Risks: 
There are no risks in participating in this research. You can stop participating at any 
time. If you stop you will not lose any benefits. 
Benefits to Take Part in the Study: 
Your participation in this research will help to provide a feedback to hotel 
management in their efforts to continually improve the employees' job satisfaction 
level. Particularly you will help provide a unique understanding of hotel employees' 
needs and experiences.  The employers will only be informed about the overall 
outcomes of the research. Please also note that your individual data will be not be 
shared with your employer and you do not need to include your names in the 
questionnaires. This may help to give a picture of the extent of employees' job 
satisfaction level to the hotels management, which give the hotels management a 
chance to improve it. 
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Confidentiality: 
Your responses will be kept confidential. In the case of presentation or publication 
resulting from the research, no personally identifiable information will be shared. 
Your Rights as a Research Participation: 
This research is entirely voluntary, so you may withdraw at any time. You do not have 
to answer any questions that you do not want to answer. Refusal to take part in or 
withdraw from this study will involve no loss or penalty of benefits you would receive 
otherwise. 
Contacts for Questions or Problems: 
Please contact Abdulaziz Alqusayer at ________________, email at 
_______________ or Dr. Muhammet kesgin at _________________, email at 
_______________ with questions or concerns about this research. You can also call 
this number if you have any problems, unexpected physical or psychological 
discomforts, or think that something unusual or unexpected is happening. Contact 
Heather Foti, Associate Director of the HSRO at _____________ 
or __________________ if you have any questions or concerns about your rights as a 
research participant.
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7.6. Appendix 6: The Institutional Review Board (IRB) approval 
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7.7. Appendix 7: A supporting letter form the Saudi Commission 
for Tourism and Antiquities (SCTA), a translated version. 
To all hotel managers, 
Mr. Abdulaziz Alqusayer is doing a study about analyzing of job satisfaction level and 
motivational factors among hotels employees in Riyadh, the Kingdom of Saudi 
Arabia, where he is now collecting the required data for his master’s project in the 
program of hospitality and tourism management at Rochester Institute of Technology 
in the United States. 
We hope you will facilitate his mission in collecting the required data to complete his 
study. 
Best regards, 
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7.8. Appendix 8: A supporting letter form the Saudi Commission 
for Tourism and Antiquities (SCTA), Arabic version. 
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7.9. Appendix 9: A supporting letter from the study advisor. 
